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& ABSTRACT :

Abstract

The aim of this research is to study the Impact of electronic customer
relationship management (e-CRM) on enhancing the competitiveness of
telecommunications companies in Algeria, and to illustrate its role and the benefits
achieved for both the company and the Customer, a questionnaire was prepared for
the customers of telecommunications companies in Algeria, with 100 questionnaires
distributed. This study adopted a descriptive-analytical approach, which includes
using a field method to collect data through the Statistical Package for the Social
Sciences (SPSS) to test the validity of the study's hypotheses.
Keys word: Customer Relationship Management, Electronic Customer
Relationship Management, Competitiveness, Customer, Loyalty,

Telecommunications Companies in Algeria.
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Case Processing Summary

SPSS cilajia uilii :03 a3y alal

N %
Valid 100 100.0
Cases Excluded? 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's N of Items

Alpha

.892

20

Case Processing Summary

N %
Valid 100 100.0
Cases  Excluded? 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's N of Items

Alpha

.832
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Case Processing Summary

%

Valid
Cases Excluded?

Total

100
0
100

100.0
.0
100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Sadlallaggly ex

Cronbach's N of ltems
Alpha
921 28
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
s pall e Ladly 8l 100 1.00 5.00 3.8000 92113
5 LAYl JladY il
A IV Gl sledll,
D% dilell (5 S daal il 100 1.00 5.00 3.3300 1.03529
A 3ally (B,
sasall e &l jlad) Lila k) 100 1.00 5.00 3.9000 .96922
A gall 3a ),
ste A g STV il ) (g gias 100 1.00 5.00 3.8200 1.02868
L sall Lpazm o ) g ),
& (a3 A I il 100 1.00 5.00 3.6400 1.02020
o Jsand) dpa padll
ool
A I, Jils ) 100 1.00 5.00 3.6980 72111
Valid N (listwise) 100
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Descriptive Statistics

Sadlallaggly ex

Minimum Maximum Mean Std. Deviation
Al L) ) (o A 3l i 100 1.00 5.00 3.5500 .89188
Y e Jalaill
nan i il gead Ll s gall o085 100 1.00 5.00 3.5100 1.01000
Gladall Gz e
Oe A ISX 3 sa 5 Llaa Ul Al 100 1.00 5.00 2.7400 1.43280
o all,
& dalall e o AY) aa 100 1.00 5.00 3.6800 .96274
Gzl
2 ealiaall AilSa) sl st 100 1.00 5.00 3.3800 1.09894
sy lexd sl jladl),
Al Alaleall 100 1.40 5.00 3.3720 .80152
Valid N (listwise) 100

Descriptive Statistics

Minimum | Maximum Mean Std. Deviation
calad) g IV 1 gall ey 100 1.00 5.00 3.5100 1.01995
G o) sl Asally,
e GlLAN e yanll A all e 100 1.00 5.00 3.6600 .93441
A IV Jila ),
Y Aaie 4y sal Ausnsall i g8 100 1.00 5.00 3.5100 1.02981
lexdse pe 3 Siall Ayl
TSI
el Al Slilal) A A Ll e 100 1.00 5.00 2.5200 1.35944
W o cilias s A sall Ler,
3 Ailas g pe e diliaas 100 1.00 5.00 3.3000 1.25931
Aokl 23l sl 100 1.20 5.00 3.3000 .80779
Valid N (listwise) 100
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Minimum Maximum Mean Std. Deviation
& Al e alade Y S 100 1.00 5.00 3.0400 1.23026
LN ge Jusi¥,
o A yall A3 g ST Jilas Jl) (g g3 100 1.00 5.00 3.5300 .96875
Bada g Apas Cla sl dusall,
@ delad B E mail daslie 2 100 1.00 5.00 3.2900 1.01797
B )i,
& AV e Jpanl) Sy 100 1.00 5.00 3.3400 1.13012
DRI &g s (g Y,
aeall ae Jelill duss sl J 100 1.00 5.00 3.7700 1.00358
e=lia¥) dual gill 1l g0 e,
=il Jua) 100 1.20 5.00 3.3940 77091
Valid N (listwise) 100

Descriptive Statistics

Minimum | Maximum Mean Std. Deviation
sase Al e dssall a pad 100 1.00 5.00 3.4500 1.09521
Gl apead Ciliadds g,
Jila g alasin) e Al o ad 100 1.00 5.00 3.5600 .99818
s AN adall,
S alrill dgmani L) 3o doisas all a 100 1.00 5.00 3.4900 .96917
),
Al el skl e a all 100 1.00 5.00 3.4500 1.04809
Cla slaall L o i€l 4 il
Juaiyl s,
G el g SUaiuly AS Al 68 100 1.00 5.00 3.4900 1.13258
i (B A sy Asns pall alas 100 1.00 5.00 3.5100 1.08707
il A Y il bl 5 calaaal,
sle deadl 5 ol 5N JSLET & LY 100 1.00 5.00 3.2500 1.29002
Led daalill Jslall ala),
Fadiall ULl g Dila slaall = gam g 100 1.00 5.00 3.6100 .93090
Ol
Al 100 1.00 4.88 3.4763 72794
Valid N (listwise) 100
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Statistics
indl
Valid 100
N
Missing 0
Mean 1.7900
Median 2.0000
Mode 2.00
Sum 179.00
uindl
Frequency Percent Valid Percent Cumulative
Percent
1.00 21 21.0 21.0 21.0
Valid  2.00 79 79.0 79.0 100.0
Total 100 100.0 100.0
Statistics
aall
Valid 100
N
Missing 0
el
Frequency Percent Valid Percent Cumulative
Percent
1.00 83 83.0 83.0 83.0
2.00 10 10.0 10.0 93.0
Valid  3.00 5 5.0 5.0 98.0
4.00 2 2.0 2.0 100.0
Total 100 100.0 100.0
Statistics
(sedlxil) (5 sisall
Valid 99
N
Missing 1
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addail) (s giaaall
Frequency Percent Valid Percent Cumulative
Percent
1.00 6 6.0 6.1 6.1
2.00 33 33.0 333 394
Valid 3.00 4 4.0 4.0 43.4
4.00 56 56.0 56.6 100.0
Total 99 99.0 100.0
Missing  System 1 1.0
Total 100 100.0
Statistics
Joai¥! fasas e g 58
Valid 100
N
Missing 0
S s § 58
Frequency Percent Valid Percent Cumulative
Percent
1.00 26 26.0 26.0 26.0
2.00 47 47.0 47.0 73.0
Valid
3.00 27 27.0 27.0 100.0
Total 100 100.0 100.0
Statistics
A 3al) o Jalaill ) i
Valid 100
N
Missing 0
A gall pa Jalalll &) g
Frequency Percent Valid Percent Cumulative
Percent
1.00 35 35.0 35.0 35.0
2.00 53 53.0 53.0 88.0
Valid 3.00 8 8.0 8.0 96.0
4.00 4 4.0 4.0 100.0
Total 100 100.0 100.0
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Ll Alded)) | Apld) il gad) | amiiill Juasy) | dgs <y Jils )
Pearson Correlation 1 .698" .626™ 311"
il Al Sig. (2-tailed) .000 .000 .002
N 100 100 100 100
Pearson Correlation .698™ 1 .580™ .308"
alall, ) 52l Sig. (2-tailed) .000 .000 .002
N 100 100 100 100
Pearson Correlation 626" .580™ 1 .498™
e=adll Ja) Sig. (2-tailed) .000 .000 .000
N 100 100 100 100
Pearson Correlation 311" .308™ .498™ 1
igs Y il Sig. (2-tailed) .002 .002 .000
N 100 100 100 100
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations |
bl Aleladl) [ Al i gall | ) S | g SV | sl e A5l 5
Ll
Pearson Correlation 1 .698™ .626™ 311" .84
lpail) Alladl) Sig. (2-tailed) .000 .000 .002 .0
N 100 100 100 100 1(
Pearson Correlation .698™ 1 .580™ .308™ .82
Al 3l Sig. (2-tailed) .000 .000 .002 .0
N 100 100 100 100 1(
Pearson Correlation .626™ .580™ 1 .498™ .85:
il JLay) Sig. (2-tailed) .000 .000 .000 .0
N 100 100 100 100 1(
Pearson Correlation 311" .308™ .498™ 1 .65(
45 5 SV, il ) Sig. (2-tailed) .002 .002 .000 .0
N 100 100 100 100 1(
Pearson Correlation .840" .826™ .852" .650™
L5 S, 50 0 e A8 5 ) Sig. (2-tailed) .000 .000 .000 .000
N 100 100 100 100 1(|
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**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

Aol Alalaall | Gl gl | paddl) Jlail | A SV i) Aandlal)
Pearson Correlation 1 .698™ .626™ 311" 566"
ileaill dllad)  Sig. (2-tailed) .000 .000 .002 .000
N 100 100 100 100 100
Pearson Correlation .698™ 1 .580™ .308™ 5717
Lol il gal) Sig. (2-tailed) .000 .000 .002 .000
N 100 100 100 100 100
Pearson Correlation .626™ .580™ 1 .498™ .546™
=il Juall Sig. (2-tailed) .000 .000 .000 .000
N 100 100 100 100 100
Pearson Correlation 311" .308™ 498" 1 .599™
iYLl Sig. (2-tailed) .002 .002 .000 .000
N 100 100 100 100 100
Pearson Correlation .566™ 571" 546" .599™ 1
L] Sig. (2-tailed) .000 .000 .000 .000
N 100 100 100 100 100

**_Correlation is significant at the 0.01 level (2-tailed).

Variables Entered/Removed?

Model

Variables

Variables

Method

Entered

Removed

sl Juaiy)
sty S, i
JAgalall il gall
Alusadil) dlalaalib

Enter

a. Dependent Variable; il

b. All requested variables entered.

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 7442 .554 .535 49612

a. Predictors: (Constant), ,Aslell xil s2ll 35 QI Jils jl) | il Juaty!

Ll midl Alalaall
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 29.076 4 7.269 29.532 .000P
1 Residual 23.383 95 .246
Total 52.459 99
a. Dependent Variable; 4.l
b. Predictors: (Constant), &luasll dlaleall Zoalall 23 gall 435 3SIW) Jila ) | aadill) Juasy)
Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) .285 .300 .949 .345
A g ) Jils ) 433 .080 429 5.425 .000
1 Holuadil] Alalaal) .208 .094 .229 2.216 .029
Aokl 20 gl 229 .089 .255 2.572 .012
(el Juaty) .039 .093 .041 417 .677
a. Dependent Variable: 4l
Variables Entered/Removed?
Model Variables Variables Method
Entered Removed
1 Aluadil) Alalaall Enter
a. Dependent Variable: 4Ll
b. All requested variables entered.
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 .5662 .320 .313 .60326
a. Predictors: (Constant), 4luadill dldasll
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 16.795 1 16.795 46.152 .000°
1 Residual 35.664 98 .364
Total 52.459 99
a. Dependent Variable: il
b. Predictors: (Constant), 4lsaéill Allaall
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Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) 1.743 .262 6.652 .000
. Aaluadill Alaleal) .514 .076 .566 6.793 .000
a. Dependent Variable: 4l

Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate
1 5712 .325 .319 .60088
a. Predictors: (Constant), Zslall 23 s2l)
ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 17.075 1 17.075 47.292 .000°
1 Residual 35.384 98 .361

Total 52.459 99
a. Dependent Variable; .l
b. Predictors: (Constant), 4kl 2 sall

Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1.780 .254 7.009 .000
bl 20 g2l .514 .075 571 6.877 .000

a. Dependent Variable; il

Variables Entered/Removed?

Model Variables Variables Method
Entered Removed
1 Aoalall i) sallb Enter

a. Dependent Variable: 4.l

b. All requested variables entered.
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Model Variables Variables Method
Entered Removed
1 oadidll Juaiyib Enter
a. Dependent Variable: 4l
b. All requested variables entered.
ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 15.641 1 15.641 41.632 .00QP
1 Residual 36.818 98 .376

Total 52.459 99
a. Dependent Variable: 4l
b. Predictors: (Constant), (asdill Juaiy

Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

(Constant) 1.726 .278 6.209 .000

addll, Jlaiy 516 .080 .546 6.452 .000
a. Dependent Variable: 44l

Variables Entered/Removed?
Model Variables Variables Method
Entered Removed
1 A5 SV Jils Hlib Enter
a. Dependent Variable; il
b. All requested variables entered.
Model Summary
Model R R Square Adjusted R Std. Error of the
Square Estimate

1 .5992 .359 .352 .58581

a. Predictors: (Constant), 451 il )l
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 18.828 1 18.828 54.863 .000P
1 Residual 33.631 98 .343
Total 52.459 99
a. Dependent Variable; 4.l
b. Predictors: (Constant), 45 S, Jil )
Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1.240 .308 4.031 .000
A g I, Jils 1) .605 .082 .599 7.407 .000
a. Dependent Variable; .l
Independent Samples Test |
Levene's Test for Equality of t-test for Equality of Means
Variances
F Sig. t df Sig. (2- Mean Difference
tailed)
Equal variances 671 415 -2.604 98 .011 -.3772
assumed
Sl
Equal variances -2.420 28.820 .022 -3772
| not assumed

Group Statistics

ial) N Mean Std. Deviation | Std. Error Mean

1.00 21 3.1531 .65007 .14186
Al

2.00 79 3.5303 57363 .06454
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Descriptives

Al
N Mean Std. Deviation Std. Error | 95% Confidence Interval for Mean Minimum Maximum
Lower Bound Upper Bound
1.00 83 3.3967 .58586 .06431 3.2688 3.5247 1.54 4.57
2.00 10 3.4286 .69762 .22061 2.9295 3.9276 2.32 4.32
3.00 5 4.1286 .32498 .14534 3.7251 4.5321 3.68 4.54
4.00 2 4.1250 27779 .19643 1.6291 6.6209 3.93 4.32
Total 100 3.4511 .60702 .06070 3.3306 3.5715 1.54 4.57
ANOVA
Jlall
Sum of Squares df Mean Square F Sig.
Between Groups 3.454 3 1.151 3.346 .022
Within Groups 33.025 96 .344
Total 36.479 99
Descriptives
Al
N Mean Std. Deviation Std. Error | 95% Confidence Interval for Mean Minimum Maximum
Lower Bound Upper Bound
1.00 6 3.7143 .43095 .17593 3.2620 4.1665 2.89 4.04
2.00 33 3.4924 .63316 11022 3.2679 3.7169 1.54 4.54
3.00 4 3.9375 .19425 .09713 3.6284 4.2466 3.68 4.14
4.00 56 3.3616 .61389 .08203 3.1972 3.5260 1.57 4.57
Total 99 3.4499 .60999 .06131 3.3282 3.5715 1.54 4.57
ANOVA
Tl a2l
Sum of Squares df Mean Square F Sig.
Between Groups 1.867 3 .622 1.709 .170
Within Groups 34.597 95 .364
Total 36.464 98
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Descriptives

Al
N Mean Std. Deviation Std. Error | 95% Confidence Interval for Mean Minimum Maximum
Lower Bound Upper Bound
1.00 35 3.5643 .54980 .09293 3.3754 3.7531 1.54 4.57
2.00 53 3.2992 .62361 .08566 3.1273 3.4711 1.57 4.54
3.00 8 3.8393 52211 .18459 3.4028 4.2758 2.82 4.54
4.00 4 3.6964 .56356 .28178 2.7997 4.5932 3.04 4.32
Total 100 3.4511 .60702 .06070 3.3306 3.5715 1.54 4.57
ANOVA
Al
Sum of Squares df Mean Square F Sig.
Between Groups 3.118 3 1.039 2.990 .035
Within Groups 33.361 96 .348
Total 36.479 99
Descriptives
Al
N Mean Std. Deviation Std. Error | 95% Confidence Interval for Mean Minimum Maximum
Lower Bound Upper Bound
1.00 26 3.5577 .59754 11719 3.3163 3.7990 1.93 4.54
2.00 47 3.3587 .61899 .09029 3.1769 3.5404 1.57 4.54
3.00 27 3.5093 .59288 11410 3.2747 3.7438 1.54 4.57
Total 100 3.4511 .60702 .06070 3.3306 3.5715 1.54 4.57
ANOVA
Al
Sum of Squares df Mean Square F Sig.
Between Groups .788 2 .394 1.071 .347
Within Groups 35.690 97 .368
Total 36.479 99
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Dcriptives
Ll all
Mean Std. Deviation Std. Error | 95% Confidence Interval for Mean Minimum Maximum
Lower Bound Upper Bound
1.00 35 3.5643 .54980 .09293 3.3754 3.7531 1.54 4.57
2.00 53 3.2992 .62361 .08566 3.1273 3.4711 1.57 454
3.00 8 3.8393 52211 .18459 3.4028 4.2758 2.82 454
4.00 4 3.6964 .56356 .28178 2.7997 4.5932 3.04 4.32
Total 100 3.4511 .60702 .06070 3.3306 3.5715 1.54 4.57
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